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ABSTRAK 
 
Kajian ini bertujuan untuk mengenalpasti hubungan antara faktor beban kerja, tekanan 
kerja, konflik peranan, kekaburan peranan dan tingkah laku devian di tempat kerja. 
Walaupun kajian tingkah laku devian di tempat kerja telah banyak dilakukan, namun 
kajian hubungan antara beban kerja, tekanan kerja, konflik peranan, kekaburan peranan 
dan tingkah laku devian di tempat kerja telah dikaji dalam kajian-kajian berasingan. 
Bagi tujuan tersebut seramai 140 pegawai bank yang bertugas bank sekitar Lembah 
Klang sebagai responden bagi kajian ini.  
 
Analisis data yang digunakan adalah deskriptif (min, frekuensi, kekerapan dan sisihan 
piawai), korelasi Pearson dan analisis Regresi Berganda. Hasil dapatan kajian 
menunjukkan bahawa tahap tingkah laku devian adalah rendah. Hasil analisis korelasi 
antara pemboleh ubah kajian mendapati hubungan yang signifikan antara beban kerja, 
tekanan kerja, konflik peranan, kekaburan peranan dan tingkah laku devian. Hasil 
analisis regresi berganda menunjukkan konflik peranan sebagai penyumbang terbesar 
kepada tingkah laku devian di tempat kerja. Kajian ini turut memberi implikasi dari segi 
praktis di mana organisasi perlu mengambil kira faktor konflik peranan sebagai salah 
satu faktor yang dilihat berpontensi meningkatkan tingkah laku devian di tempat kerja. 
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ABSTRACT 
 
The purpose of this study was to determine the relationship between workload, work 
stress, role conflict, emotional exhaustion, and workplace deviant behaviour. Although 
a lot of previous studies have examined the workplace deviant behaviour, but research 
on the relationship between workload, work stress, role conflict, role ambiguity and 
workplace deviant behaviour were studied in separate studies. For this purpose a total of 
140 bank officers who work in bank around Klang Valley have been selected as 
respondents for this study. 
 
Descriptive analysis (mean, frequency, mode and standard deviation) and the inference 
analyses (Pearson correlation and multiple regression analysis) were used. The findings 
indicate a low level of workplace deviant behaviour. The result of correlation analysis 
between the variables showed a significant relationship between workload, work stress, 
role conflict, role ambiguity and workplace deviant behaviour. The result of multiple 
regression analysis indicated role conflict was the largest contributor to workplace 
deviant behaviour. This study has practical implications in terms of where the 
organization should take into account the role conflict as a high potential to increase 
workplace deviant behaviour.  
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CHAPTER I 
 
INTRODUCTION 
 
1.1 Background of the Study 
 
Employee’s deviant behaviour in an organization has given implications and effects to all 
levels of the organization (Coccia, 1998). Employee deviant behaviour deemed is to 
occur when an employee violates the policies or regulations that could affect the 
organization or staff wellbeing (Robinson & Bennett, 1995; Christian & Ellis, 2011). For 
that reason, the management of employees’ deviant behaviour in the workplace is a 
critical global issue. Not only it can affect the effectiveness of the organization, it also 
has financial implications (Appelbaum, Iaconi & Matousek, 2007). 
 
Deviant behaviour of employees has been given high priority in many organizations 
nowadays (Stouten, Baillien, Broeck, Camps, Witte & Euwema, 2010; Darrat, Amyx & 
Bennett, 2010; Prottas, 2013). Many studies (Van Jaarsveld et al., 2010; Asadullah, 2013; 
Swimberghe & Habig, 2009; Fox et al., 2012) have been conducted to examine the 
factors that contribute to deviant behaviour. Previously, many studies (Bowling & 
Eschleman, 2010; Berry et al., 2007; Dalal, 2005; Salgado, 2002) examine the 
personality factors that relate or lead to deviant behaviour. However, not many studies 
have been conducted to specifically examine the tasks factors such as workload, job 
ambiguity and job conflict with regard to workplace deviant behaviour (Darrat et al., 
1 
 
The contents of 
the thesis is for 
internal user 
only 
Reference:  
 
Abdul Rahman, A.R. (2008). Predictors of workplace deviance behaviour in Malaysia. 
unpublished PhD thesis, Universiti Sains Malaysia, Malaysia. 
 
Akanji, B. (2012). Realities of work life balance in Nigeria: Perceptions of role conflict 
and coping beliefs. Business, Management & Education / Verslas, Vadyba ir 
Studijos, 10(2), 248-263. 
 
Appelbaum, S., Iaconi, G. D., & Matousek, A. (2007). Positive and negative deviant 
workplace  behaviors: causes, impacts and solutions. Corporate Governance, 7, 
586-598. 
 
Armenakis, A. A., & Bedeian, A. G. (1999). Organizational change: a review of theory 
and research in the 1990s. Journal of Management, 25(3), 293-315 
 
Arnold, H. J., & Feldman, J.A (1986). Organizational Behavior. New York: McGraw 
Hill. 
 
Avery, G. & Baker, E. (1990). Psychology at Work. , Prentice Hall, New York. 
 
Awanis, K.I. (2006). The relationship between deviance behaviour among Mara 
employees in northern Malaysia and its predictors. unpublished Master thesis, 
Universiti Sains Malaysia, Malaysia 
 
Baker, T.L. (1994), Doing Social Research (2nd Edn.), New York: McGraw-Hill Inc.  
 
Basch, J., & Fisher, C. D. (2000). Affective events-emotions matrix: Classification of 
work events and associated emotions. In N. M. Ashkanasy, C.E.J. Hartel, & W.J. 
Zerbe (Eds.), Emotions in the workplace: Research, theory, and practice, (pp. 36- 
48). Wesport, CT: Quorum Books. 
 
Bassey, U. M., Makinde, B., & Ajani, I. R. (2013). Relationship between Drug Abuse 
and Deviant Behaviour among Undergraduate Students of University of Lagos, 
Nigeria. American International Journal of Social Science, 2(6), 63-69. 
 
Beck, A. P., & Peters, L. (1990). The research evidence for distributed leadership in 
therapy groups. International Journal Group Psychotherapy, 31(1), 43–71 
 
Beehr, T. (1998). An organizational psychology meta-model of occupational stress. In C. 
L. Cooper (Ed.). Theories of organizatonal stress. (pp. 6-27). Oxford, UK: Oxford 
University Press. 
 
71 
 
Bernerth, J.B., Armenakis, A.A, Feild, H.S., & Walker, H.J. (2007). Justice, cynicism, 
and commitment: a study of important organizational change variables. The 
Journal of Applied Behavioral Science, 43(3), 303-326  
 
Berry, C. M., Ones, D. S., & Sackett, P. R. (2007). Interpersonal deviance, organizational 
deviance, and their common correlates: A review and meta-analysis. Journal of 
Applied Psychology, 92(2), 410–424. 
 
 
Blum, M. & Naylor, J. (1986). Industrial Psychology: Its Theoretical and Social 
Foundation. New York: Harper and Row. 
 
Bowling, Nathan. A., & Eschleman, Kevin J. (2010). Employee personality as a 
moderator of the relationships between work stressors and counterproductive 
work behaviour. Journal of Occupational Health Psychology, 15(1), 91-103. 
 
Breaugh, J., & Colihan, J. (1994). Measuring facets of job ambiguity: construct validity 
evidence. Journal of Applied Psychology, 79, 191-202. 
 
Christian & Ellis, (2011). Examining the effects of sleep deprivation on workplace 
deviance: a self-regulatory perspective. Academy of Management Journal, 54, 5, 
913-934 
 
Coccia, C. (1998). Avoiding a toxic organization. Nursing Management, 29(5), 32-34. 
 
Colligan, Thomas W; Colligan MSW, & Higgins M. (2006). Workplace Stress - Etiology 
and Consequences. Journal of Workplace Behavioral Health 21 (2), 89-97. 
 
Crede, M., Chernyshenko, O. S., Stark, S., Dalal, R. S., & Bashshur, M. (2007). Job 
satisfaction as mediator: An assessment of job satisfaction’s position within the 
nomological network. Journal of Occupational and Organizational Psychology, 
80, 515-538 
 
Dalal, R. S. (2005). A meta-analysis of the relationship between organizational 
citizenship behaviour and counterproductive work behaviour. Journal of Applied 
Psychology, 90(6), 1241–1255. 
 
Davis, K.Y., & Newstrom, J.W. (1990). Human work behavior: Organizational behavior. 
(10th ed) McGraw-Hill: Mexico City.  
 
Dell'Antonia, K.J. (2012). Motherlode: Adventures in parenting. The New York Times.  
 
Demerouti, E., Bakker, A. B., Nachreiner, F., & Schaufeli, W. B. (2001). The job 
demands-resources model of burnout. Journal of Applied Psychology, 86(3), 499-
512. 
 
72 
 
Fagbohungbe, B.O., Akinbode, G.A and Ayodeji, F., 2012. Organizational Determinants 
of Workplace Deviant Behaviours: An Empirical Analysis in Nigeria, 
International Journal of Business and Management, 7(5), 207-221. 
 
Ganster, D. C., & Rosen, C. C. (2013). Job stress and employee health: A 
multidisciplinary review. Journal of Management, 39(5), 1085-1122. 
 
Gillson, C., & Durick. M. (1988). Predictors of job satisfaction and organizational 
commitment in human service organizations. Administrative Quarterly, 33, 61–81 
 
Golparvar, M., Kamkar, M., & Javadian, Z. (2012). Moderating Effects of Job Stress in 
Emotional Exhaustion and Feeling of Energy Relationships with Positive and 
Negative Behaviors: Job Stress Multiple Functions Approach. Iternational 
Journal of Psychological Studies, 4(4), 99-112. 
 
Grandey, A.A., Fisk, G.M., & Steiner, D.D. (2005). Must "service with a smile" be 
stressful? The moderating role of personal control for American and French 
employees. Journal Applied Psychology, 90(5), 893–904. 
 
Greenberg, J. (1997). Antisocial behaviour in organizations. Thousand Oaks, CA: Sage 
 
Hair, J., Black, W., Babin, B., & Anderson, R. (2010). Multivariate data analysis 
(Seventh Ed.). New Jersey: Prentice-Hall. Inc  
 
Hart, P.M. (1999). Predicting employee life satisfaction: a coherent model of personality, 
work and nonwork experiences, and domain satisfactions. Journal of Applied 
Psychology, 84, 564–584. 
 
Hart, P.M. & Cooper, C.L. (2001). Occupational Stress: Toward a More Integrated 
Framework. In N. Anderson, D.S. Ones, H.K. Sinangil, & C. Viswesvaran (Eds), 
Handbook of Industrial, Work and Organizational Psychology (vol 2: Personnel 
Psychology). London: Sage. 
 
Henry, O. & Evans, A.J. (2008). Occupational Stress in Organizations. Journal of 
Management Research 8 (3), 123–135. 
 
Hobfoll S.E. (2002). Social and psychological resources and adaptation. Review of 
General Psychology, 6(4), 307–324. 
 
Hobfoll S.E. (2001). The influence of culture, community and the nested-self in the stress 
process: Advancing conservation of resources theory. Applied Psychology: an 
International Review, 50(3): 337–421.  
 
Hynes, K.M., & Liu, S. (2012). Are difficulties in balancing work and family associated 
with subsequent fertility?. Education Resources Information Center. 
 
73 
 
Ito, J., & Brotheridge, C. (2003). Resources, coping strategies, and emotional exhaustion: 
A conservation of resources perspective. Journal of Vocational Behavior 63 (3) 
490-509.  
 
Jaramillo, F., Mulki, J.P., & Boles, J.S. (2011). Workplace. Stressors, Job Attitude, and 
Job Behaviors: Is Interpersonal 
 
Jex, S. M. (1998). Stress and job performance: Theory, research, and implications for 
managerial practice. Thousand Oaks, CA: Sage. 
 
Johnson, J. V., & Hall, E. M. (1988). Job strain, work place social support, and 
cardiovascular disease: A cross-sectional study of a random sample of the 
Swedish working population. American Journal of Public Health, 78(10), 1336-
1342. 
 
Judge, T.A., Thoresen, C.J., Pucik, V., & Welbourne, T.M. (1999). Managerial coping 
with organizational change: a dispositional perspective. Journal of Applied 
Psychology, 84(1), 107-122 
 
Katz, D., & Kahn, R. L. (1978). The social psychology of organizations 2ed. New York 
City: John Wiley. 
 
Kahn, R.L.; Wolfe D.M., Quinn R.P., Snoek J.D., & Rosenthal R.A. (2010). 
Organizational stress: studies in role conflict and ambiguity. APA Psychnet. 
 
Karasek, R. A. (1979). Job demands, job decision latitude, and mental strain-implications 
for job redesign. Administrative Science Quarterly, 24(2), 285-308. 
 
Kirton, M.J. (2003). Adaption-Innovation: In the Context of Diversity and Change. 
Routledge. 
 
Kao, F. H., Cheng, B. S., Kuo, C. C., & Huang, M. P. (2014). Stressors, withdrawal, and 
sabotage in frontline employees: The moderating effects of caring and service 
climates. Journal of Occupational & Organizational Psychology, 87(4), 755-780. 
 
Krischer, M. M., Penney, L. M. & Hunter, E. M. (2010). Can Counterproductive Work 
Behaviors Be Productive? CWB as Emotion-Focused Coping. Journal of 
Occupational Health Psychology, 15(2), 154-166 
 
Lincoln, J. R., & Kalleberg, A. L., (1990). Culture, control and commitment: A study of 
work organization and work orientation in the United States and Japan. 
Cambridge: Cambridge University Press.  
 
Lines, R. (2005). The structures and function of attitudes toward organizational change. 
Human Resource Development Review, 4(1), 8-32  
 
74 
 
Macionis, Gerber, John, Linda (2010). Sociology 7th Canadian Ed. Toronto, Ontario: 
Pearson Canada Inc. pp. 129. 
 
Maslach C. (1982). The Burnout: The Cost of Caring. Engelwood Cliffs: Prentice Hall. 
ISBN 0-13-091231-X. 
 
Maslach C., Jackson S.E. (1986). The Maslach Burnout Inventory (2nd ed.). Palo Alto, 
CA: Consulting Psychologists Press. 
 
Maslach C., Leiter M.P. (1997). The truth about burnout: How organizations cause 
personal stress and what to do about it. San Francisco, CA: Jossey-Bass. 
 
Mazni Alias, Roziah Mohd Rasdi, Maimunah Ismail, Bahaman Abu Samah, (2013). 
Predictors of workplace deviant behaviour: HRD agenda for Malaysian support 
personnel. European Journal of Training and Development, 37(2), 161 - 182 
 
Mazni, A., Roziah, M. R. & Al-Mansor, A. S. (2012). The Impact of Negative 
Affectivity, Job Satisfaction and Interpersonal Justice on Workplace Deviance in 
the Private Organizations. Pertanika J. Soc. Sci. & Hum. 20 (3), 829 - 846 
 
Mossholder, K. W., Settoon, R.P., Armenakis, A.A., & Harris, S.G. (2000). Emotion 
during organizational transformation: an interactive model of survivor reactions. 
Group & Organization Management, 25, 220-243. 
 
Mulki, J. P., Jaramillo, F., & Locander, W. B. (2006). Emotional exhaustion and 
organizational deviance: Can the right job and a leader’s style make a difference? 
Journal of Business Research, 59, 1222–1230. 
 
Omar, F., Halim, F. W., Zainah, A. Z., Farhadi, H., Nasir, R., & Khairudin, R. (2011). 
Stress and job satisfaction as antecedents of workplace deviant behaviour. World 
Applied Sciences Journal, 12(Special Issue of Social and Psychological Sciences 
for Human Development), 46-51. 
 
Pallant. J. (2006). SPSS Survival Manual : A step by step guide to data analysis using 
SPSS, 4th Edition, Crows Nest, New South Wales. 
 
Prottas, D. J. (2013), Relationships among employee perception of their manager's 
behavioral integrity, moral distress, and employee attitudes and well-being. 
Journal of Business Ethics, 113(1), 51-60. 
 
Nixon, A. E., Mazzola, J. J., Bauer, J., Krueger, J. R., & Spector, P. E. (2011). Can work 
make you sick? A meta-analysis of the relationships between job stressors and 
physical symptoms. Work & Stress, 25(1), 1-22. 
  
Niosh (1999). Stress at Work. U.S. National Institute for Occupational Safety and Health, 
DHHS (NIOSH) Publication Number 99-101. 
75 
 
 
Rizzo, J.R., House, R.J., & Lirtzman, S.I. (1970). Role conflict and ambiguity in complex 
organizations. Administrative Science Quarterly, 15(2), 150-163. 
 
Robbins, S.P. (1989). Organization theory: Structural design and application. Prentice 
Hall. 
 
Robbins, S. P. (2001).Organizational behavior (9th ed.). Upper Saddle River, New 
Jersey: Pearson 
 
Robinson, S. L., & Bennett, R. J. (1995). A typology of deviant workplace behaviour: A 
multidimensional scaling study. Academy of Management Journal, 38(2), 555-
572 
 
Tabachnick, B. G., & Fidell, L. S. (2001). Using Multivariate Statistics. Boston: Allyn 
and Bacon. 
 
Thompson, E. R., & Phua, F. T. T. (2012). A Brief Index of Affective Job Satisfaction. 
Group & Organization Management, 37(3), 275-307.  
 
Robbins, S. P., & Judge, T. A. (2007). Organizational behavior (12th Ed.). Upper Saddle 
River, Pearson: Prentice Hall. 
 
Salgado, J. F. (2002). The Big Five personality dimensions and counterproductive 
behaviours. International Journal of Selection and Assessment, 10(1-2), 117–125 
 
Schultz, D. P., & Schultz, S. E. (1994). Psychology and work today: An Introduction to 
industrial and organizational psychology. United States of America, Macmillan 
Publishing Company 
 
Shahzad, A., & Mahmood, Z. (2012). The Mediating-Moderating Model of 
Organizational Cynicism and Workplace Deviant Behavior. Middle-East Journal 
of Scientific Research, 12 (5), 580-588. 
 
Smith, G. P. (1994). Motivation. In W. Tracey (ed.), Human resources management and 
development handbook (2nd ed.).  
 
Stanley, D.J., Meyer, J.P., & Topolnytsky, L. (2005). Employee cynicism and resistance 
to organizational change. Journal of Business and Psychology, 19(4), 429-459 
 
Steers, R.M., & Porter, L.W. (1991). Motivation and work behavior. (5th ed.) McGraw-
Hill: New York 
 
Stouten, J. Baillien, E., Broeck, A., Camps, J., Witte, H., & Euwema, M. (2010). 
Discouraging Bullying: The Role of Ethical Leadership and its Effects on the 
Work Environment. Journal of Business Ethics, 95, 17-27.  
76 
 
 
Van Jaarsveld, D. D., Walker, D. D., & Skarlicki, D. P. (2010).  The role of job demands 
and emotional exhaustion in the relationship between customer invicility and 
employee incivility.  Journal of Management, 36, 1486-1504 
 
Vroom, V. H. (1964). Work and motivation. New York: Wiley  
 
Wanberg, C.R., & Banas, J.T. (2000). Predictors and outcomes of openness to changes in 
a reorganizing workplace. Journal of Applied Psychology, 85(1), 132-142. 
 
Wanwen D., Xiaoyan C., Arnulf, J. K. & Meijuan, D. (2014). Consequences of family 
interference with work: the roles of emotional exhaustion, service sabotage, and 
negative affectivity. Social Behavior & Personality: An International Journal, 
42(10), 1613-1627.  
 
Wegge, J; van Dick, R., Fisher, G.K., West, M. A., & Dawson, J. F. (2006). A Test of 
Basic Assumptions of Affective Events Theory (AET) in Call Centre Work. 
British Journal of Management 17(3), 237-254. 
 
Weiss H. M., & Cropanzano R. (1996). Affective events theory: A theoretical discussion 
of the structure, causes and consequences of affective experiences at work. 
Research in Organizational Behavior, 18, 1-74. 
 
Weiss, H. M., & Beal, D. J. (2005), Reflections on Affective Events Theory, in Neal M. 
Ashkanasy, Wilfred J. Zerbe, Charmine E.J. Härtel (ed.) The Effect of Affect in 
Organizational Settings (Research on Emotion in Organizations, Volume 1), 
Emerald Group Publishing Limited, pp.1-21 
 
Wellen, M.J. (2004), “From individual deviance to collective corruption: a social 
influence model of the spread of deviance in organizations”, paper presented at 
the Social Change in the 21st Century Conference, Centre for Social Change 
Research, Queensland University of Technology, Brisbane 
 
Wexley, K.N., & Yukl, L.A. (1984). Organizational behavior and Personnel psychology. 
Boston. Richard D. Irwin Inc 
 
Wilk, S.L., Moynihan, L.M. (2005). Display rule "regulators": the relationship between 
supervisors and worker emotional exhaustion. J Appl Psychol 90 (5): 917–27.  
 
Wilkinson, D. J. (2006) The Ambiguity Advantage: What great leaders are great at. New 
York Palgrave Macmillan. 
 
Wright T. A., Cropanzano, R. (1998). Emotional exhaustion as a predictor of job 
performance and voluntary turnover. J Appl Psychol 83 (3): 486–93. 
 
77 
 
Zhang, S., Chen, X.P., & Chen, G. Q. (2008). Interpersonal and collective group 
identities: Differential contribution to business security. Research Paper 
sponsored by CIBER. Retrieved on March 8, 2014, from 
http://www7.gsb.columbia.edu/ciber/sites/default/files/09Zhang(1).pdf. 
 
Zohar D. (1997). Predicting burnout with a hassle-based measure of role demands. 
Journal of Organizational Behavior 18 (2): 101–115. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
78 
 
